SUCCESS

WHAT I8 SUCCESS? ¢ Promotion to self-sufficiency
FSSA is committed to better serving its clients; the eligi- - Provide assistance to wulnerable populations
when needed and assist people in providing for

bility modernization is a tool that will allow the agency to do
so. Through the RFP process, FSSA has applied both inter-
nal and external expertise to develop a proposed structure

themselves

- Maximize time spent in productive workforce ac-

tivities, and minimize administrative bureaucracy
that will work for Indiana. In Indiana, success will mean:

¢ An accurate and accountable system
¢ Better service to clients
- Greater efficiency and effectiveness of both tech-

- User-friendly entry points into FSSA's system nology and business processes
- Convenient access into FSSA's services - Lower error rates

- Accurate and timely eligibility determinations and - Faster eligibility determinations
verifications

- Less fraud and abuse
- Social work expertise available to clients, espe- .
cially the most vulnerable - Fewer lawsuits
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BETTER SERVICE TO CLIENTS

FSSA aims to improve service to clients. A modernized
eligibility system would offer clients more opportunities to
access FSSA services at their convenience, not at the con-
venience of the state or its employees. Today, it is often
difficult for the client to reach or meet with their caseworker
to facilitate an application, changes or re-determinations.
Implementing a connected statewide view of all cases al-
lows clients to interact with the agency at the nearest con-
venience location and any available staff member.

As clients become familiar with a new system, they will
find it much easier and quicker to interact with FSSA. The
client will have many more locations where they can receive
assistance, get questions answered and drop off supple-
mental information. They can access the system via an au-
tomated phone system or Internet 24 hours a day, 7 days a
week. Local organizations may assist clients in a comfort-
able setting. Finally, clients will interact with a much more
consistent eligibility process - one that can respond more
quickly and deliver services more efficiently.

PROMOTION TO SELF-SUFFICIENCY

An important goal of modernizing the eligibility process
is to help those who are truly in need and provide tempo-
rary financial assistance to people who will eventually at-
tain economic self-sufficiency through work. Time spent in
job search activities and should be maximized, while time
spent in administrative bureaucracy should be minimized.

FSSA must partner with a vendor through the RFP to
help the agency achieve the 50 percent work participation
goal outlined by the federal government. As caseworkers
are relieved of many manual, administrative tasks, they can
apply their social work expertise to assist TANF recipients

to develop self-sufficiency plans, which include action steps
like arranging childcare, earning a GED, applying for jobs,
and volunteering at a local Indiana Manpower Comprehen-
sive Training (IMPACT) site.

FSSA seeks to meet its obligation to provide the appropri-
ate instruction and motivation to recipients, enabling them
to achieve self-sufficiency. Besides improved business pro-
cesses, a vendor would assist FSSA in meeting this obliga-
tion by offering the state access to national expertise and
best practices to augment policy initiatives related to TANF
and other strategies.

AN ACCURATE AND
ACCOUNTABLE SYSTEM

As indicated in this report, the State of Indiana has had
difficulty abiding by the federal guidelines and performance
measures for many public assistance programs. FSSA has
often failed to hold itself accountable for the actions of its
employees and administration of its programs. However,
FSSA believes that the improved business processes and
enhanced technology will save time and enable appropri-
ate resources to be applied to meet these requirements.
Frequent and effective training programs and opportunities
for employees will also be a requirement for success.

FSSA recognizes that government is an integral part of a
successful intake modernization and that the agency has
a huge responsibility for ensuring that partners deliver high
quallity service for our clients. Accordingly, FSSA maintains
the responsibility for working with all vendors to guarantee
that solutions fit the needs of Hoosiers and vendors are
held accountable for the highest degree of service.

FSSA should modernize its eligibility system so that cli-
ents, taxpayers and other stakeholders enjoy a 21st cen-
tury model of customer care.
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